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SANTRAUKA 

Atsizvelgiant j visuomenei tenkancius naujus issukius bei 
demokratijos, rinkos ukio pletros ir globalizacijos galimybes, 
europiniq svietimo standartq uztikrinimas ir svietimo koky- 
bes siekis, yra paskelbti strateginiais Lietuvos svietimo sis- 
temos tikslais. 

Vienas is budq, kuriuo butq galima siekti auksciau mine- 
tq aukstojo mokslo tikslq, yra ISO 9000 (ISO - International 
Organization for Standardization) serijos standartq diegi- 
mas aukstojo mokslo jstaigose. Svarbiausias siq standartq 
tikslas - rekomenduoti organizacijai, kaip turi buti sukurta 
rezultatyvi kokybes vadybos sistema, kuri funkcionuodama 
skatintq organizacijq nuolat tobuleti. 

Siame straipsnyje apzvelgiami specifiniai kokybes reikalavi- 
mai jurininkq rengimui, aptariama ISO serijos standartq raida, 
analizuojamos ISO nuostatais grindziamos siuolaikines ko- 
kybes vadybos sistemos strukturos ir sqvokos, atskleidziami 
siq standartq taikymo aukstojo mokslo jstaigoje ypatumai, 
pateikiamas Lietuvos jureivystes kolegijos kokybes vadybos 
sistemos aprasymas ir jos taikymo patirtis. 

PAGRINDINig SAVOKg APIBREZIMAI 1 

• Kokybes vadyba - koordinuoti veiksmai, kreipiantys ir val- 
dantys organizacijos veiklq, susijusiq su kokybe. Veiklq, susi- 
jusiq su kokybe, nukreipimas ir valdymas dazniausiai suside- 
da is kokybes politikos ir kokybes tikslq nustatymo, kokybes 
planavimo, kokybes valdymo, kokybes uztikrinimo ir koky- 
bes gerinimo. 

• Kokybes vadybos sistema - vadybos sistema, skirta organi- 
zacijos veiklai, susijusiai su kokybe, nukreipti ir valdyti. 

• Vadybos sistema - politikos ir tikslq nustatymo bei tikslq pa- 
siekimo sistema. 

• Kokybes uztikrinimas- kokybes vadybos dalis, reikalinga pa- 
sitikejimui, kad bus jvykdyti kokybes reikalavimai, suteikti. 


1 Cia pateikti ir straipsnyje vartojami apibrezimai paimti is Lietuvos 
kokybes vadybos sistemq standarto (Lietuvos... ISO 9000, 2001) 


ABSTRACT 

The European education standards assurance and pursuit of 
quality in education have been announced as strategic aims of 
the Lithuanian education system in the light of new challenges 
the society is facing and opportunities offered by democracy, 
development of market economy and globalisation. 

One of the ways to achieve the aims mentioned above is the im- 
plementation of ISO 9000 ( International Organization for Stand- 
ardization) series standards in higher education institutions. The 
key aim of the standards is to recommend for an organisation 
how an efficient quality management system should be devel- 
oped to encourage through its functioning continual develop- 
ment of an organisation. 

The article overviews specific quality requirements for marine 
training, the development of ISO series standards is discussed, 
concepts and structures of contemporary quality management 
systems based on ISO regulations are analysed. The peculiarities 
of the application of the standards in a tertiary school are re- 
vealed and description of the quality management system and 
its application experience at the Lithuanian Maritime College is 
presented. 

DEFINITIONS OF KEYWORDS 1 

• Quality management - coordinated activities to direct and 
control activity of an organization with regard to quality. Di- 
rection and control with regard to quality generally includes 
establishment of the quality policy and quality objectives, 
quality planning, quality control, quality assurance and quality 
improvement. 

• Quality management system - management system to direct 
and control activity of an organization with regard to quality. 

• Management system - system to establish policy and objec- 
tives and to achieve those objectives. 

• Quality assurance - part of quality management focused on 
providing confidence that quality requirement will be fulfilled. 


1 The concepts and their definitions used in the article are ta- 
ken from The Lithuanian standard of quality management systems 
(Lithuanian ... ISO 9000, 2001) 
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• Kokybes valdymas 2 - kokybes vadybos dalis, skirta kokybes 
reikalavimams jvykdyti. 


JVADAS 

Atsizvelgiant j visuomenei tenkancius naujus issukius 
bei demokratijos, rinkos ukio pletros ir globalizacijos 
galimybes, europiniq svietimo standartg uztikrinimas ir 
svietimo kokybes siekis, yra paskelbti strateginiais Lie- 
tuvos svietimo sistemos tikslais (Valstybines svietimo 
strategijos 2003-2012 metg nuostatos, 2003). 

Aukstojo mokslo kokybes uztikrinimas skatina 
studentq ir parengtq specialistq mobilumq, apsaugo 
vartotojq; esami ir busimi studentai informuojami apie 
studijq kokyb^, darbdaviams leidziama jsitikinti teikia- 
mq programg kokybe ir vertingumu bei suteikiamos 
kvalifikacijos lygiu, o aukstojo mokslo institucijoms su- 
teikiama galimybe pademonstruoti teisingg ir tinkamg 
viesgjg fondg panaudojimg. 

Vienas is budg, kuriuo butg galima siekti auksciau 
minetg pokycig svietimo sistemoje, yra ISO 9000 serijos 
standartg diegimas aukstojo mokslo jstaigose. Svar- 
biausias sig standartg tikslas - rekomenduoti organiza- 
cijai, kaip turi buti sukurta rezultatyvi kokybes vadybos 
sistema, kuri funkcionuodama skatintg tg organizacijg 
nuolat tobuleti. 

Kokybes uztikrinimo ir kokybes vadybos principg 
taikymas aukstojoje mokykloje analizuojamas jvairiais 
aspektais uzsienio ir Lietuvos moksliniuose leidiniuose: 
tai visuotines kokybes vadybos jgyvendinimo universi- 
tete specifika (Erichsen, 2005; Campbell, Rozsnyai, 2002; 
Zekeviciene, 2001; Ziedelis, Adomenas, 2001); aukstojo 
mokslo kokybe ir jos kriterijai (Quality procedures..., 
2003; Krisciunas, Daugeliene, 2001); institucinis mokslo 
ir studijg vertinimas (Dienys ir kt., 2005) bei jo dimensi- 
jos, kriterijai ir rodikliai (Savickiene, Pukelis, 2004); auks- 
tgjg mokyklg personalo vaidmuo uztikrinant aukstojo 
mokslo kokyb^ (Gellert, 2006; Valiuskeviciute, Ziogevi- 
ciute, 2006). 

Kartu su kokybes uztikrinimo sqvoka vis dazniau 
aukstojo mokslo sriciai taikoma ir kokybes vadybos 
sqvoka (Thonhauser, Passmore, 2006; Mattisen, 2006), 
nagrinejami ISO kokybes principg taikymo aukstojoje 
mokykloje ypatumai (Guidance Notes, 2007; Shutler, 
Crawford, 1 998). 

Tyrejai daznai neprieina vieningos nuomones del 
kokybes uztikrinimo ir kokybes vadybos santykio, sig 
sgvokg turinio ir vietos kokybes sistemoje. 

Aukstajame moksle dazniau vartojama kokybes uz- 
tikrinimo sgvoka. G. Cooperio teigimu (2004), pasirinki- 


2 Quality control sqvoka standarte verciama j lietuviij kalb^ kaip ko- 
kybes valdymas, o ne jprasta kokybes kontrole, kas atitinka siuolaikinius 
lietuviq kalbos reikalavimus (Piesarskas, 2006). 


• Quality control 2 - part of quality management focused on ful- 
filling quality requirements. 


INTRODUCTION 

Assurance of the European standards of education and 
pursuit of quality in education have been declared as 
the strategic aims of the Lithuanian education system in 
the light of new challenges the society is facing and op- 
portunities offered by democracy, development of market 
economy and globalisation (Regulations of the National 
Education Strategy for years 2003-201 2, 2003). 

Quality assurance in higher education stimulates stu- 
dents and professionals' mobility, protects a consumer; stu- 
dents of present and future are informed about the study 
quality, employers are allowed to be sure about the quality 
and value of provided programmes and level of granted 
qualifications, and for higher education institutions there is 
an opportunity to demonstrate the right and appropriate 
use of public funds. 

One of the ways to achieve the aims mentioned above 
is implementation of ISO 9000 ( International Organization 
for Standardization) series standards in higher education in- 
stitutions. The key aim of the standards is to recommend for 
an organisation howto create an efficient system of quality 
management that would encourage through its function- 
ing an organisation to continuously develop. 

Application of quality assurance and quality manage- 
ment principles in a tertiary school have been analysed for 
different aspects in foreign and Lithuanian research publica- 
tions: particularity of implementation of general quality man- 
agement at university (Erichsen, 2005; Campbell, Rozsnyai, 
2002; Zekeviciene, 2001; Ziedelis, Adomenas, 2001); higher 
education quality and its indicators (Quality procedures..., 
2003; Krisciunas, Daugeliene, 2001); institutional quality as- 
sessment of education and studies (Dienys et al, 2005, ) and 
their dimensions, criteria and indicators (Savickiene, Puke- 
lis, 2004); the role of staff at tertiary schools ensuring higher 
education quality (Gellert, 2006; Valiuskeviciute, Ziogeviciute, 
2006). 

Together with the concept of quality assurance the con- 
cept of quality management is more frequently applied in 
the area of higher education (Thonhauser, Passmore, 2006; 
Mattisen, 2006), peculiarities of the application of ISO qual- 
ity principles are discussed (Guidance Notes, 2007; Shutler, 
Crawford, 1998). Researchers do not hold a unanimous 
opinion of the relation between quality assurance and qual- 
ity management, content of the concepts, and their role in 
the system of quality. 

2 The concept of quality control in the standard is translated into 
Lithuanian as kokybes valdymas (Piesarskas, 2006), and not as com- 
monly used kokybes kontrole conforming to the requirements of the 
modern Lithuanian language. 
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mq is dalies sqlygoja tai, kad nacionaliniq studijq kokybes 
centrq vertinimai daugiau nukreipti j aukstqjq mokyklq 
pasiektus rezultatus.Todel aukstosios mokyklos dazniau 
taiko kokybes uztikrinimo sistemas, labiau orientuotas j 
mokyklos veiklos rezultatus. 

Tuo tarpu siuolaikinese kokybes vadybos sistemo- 
se, ypac sistemose naudojamose pramoneje, taikomas 
procesinis poziuris j organizacijos veiklq. Kokybes vady- 
bos sistemos yra orientuotos daugiau j procesq vadybq, 
procesq procedurinj atitikmenj.Tokios kokybes vadybos 
sistemos pavyzdziu gali buti ISO standartq aprasytos ko- 
kybes sistemos (Lietuvos... ISO 9000, 2001 ; Lietuvos... ISO 
9001,2001). 

Estijoje parengtame unifikuotame „Kokybes vady- 
bos sistemos vadove valstybiniams universitetams" pa- 
breziama, kad pagrindines kokybes vadybos priemones 
yra strateginis planavimas, grjztamasis rysys, savianalize 
ir kokybes kultura. O kokybes valdymo (kontroles) prie- 
mones - vidaus ir isores taisykles, reikalavimai ir standar- 
tai (Mattisen, 2006). 

Lietuvos jureivystes kolegija (LJK) - pirmoji Lietuvos 
aukstojo mokslo jstaiga, jdiegusi kokybes vadybos sis- 
temq pagal ISO standartq reikalavimus. jdiegta kokybes 
vadybos sistema taikoma visai kolegijos veiklai - jurinin- 
kq rengimui ir kvalifikacijos tobulinimui. 2001 metais LJK 
kokybes vadybos sistema buvo sertifikuota Lloyd's Regis- 
ter Quality Assurance ir iki siol sekmingai funkcionuoja. 

Moksliniuose leidiniuose galima rasti straipsniq apie 
jurininkq rengimo kokybes kriterijus (Paine-Clemes, 
2006; Sencila, 2002) ir ISO kokybes vadybos sistemq die- 
gimq jurininkq rengimo jstaigose (Cooper ir kt., 2004; 
Asyale ir kt., 2000).Taciau tokia patirtis nera pakankamai 
atskleista. 

Straipsnyje pateikto tyrimo objektas - ISO standar- 
tais grindziamos kokybes vadybos sistemos taikymas 
aukstojo mokslo institucijoje. 

Straipsnyje aptariama ISO serijos standartq raida, 
analizuojami ISO nuostatomis grindziamos siuolaikines 
kokybes vadybos sistemos struktura ir sqvokos, atsklei- 
dziami minetq standartq taikymo aukstojoje mokykloje 
ypatumai, pateikiamas Lietuvos jureivystes kolegijos ko- 
kybes vadybos sistemos apibendrintas aprasymas ir jos 
taikymo patirtis. 

1 

KODEL IS07TARPTAUTINIAI IR LIETUVOS 
REIKALAVIMAI JORININKg RENGIMO 
KOKYBES SISTEMOMS 

Reikalavimus jurininkq rengimo kokybei ir juos ren- 
gianciq jstaign kokybes sistemoms galima suskirstyti j 
keturis lygius: tarptautinj (pasaulinj), Europos Sgjungos, 
nacionalinj ir aukstosios mokyklos (1 lentele). 


The concept of quality assurance is more frequently 
used in higher education. G. Cooper (2004) considers, that 
the choice is partly determined by the fact that assessments 
made by national study quality centres are focused on out- 
comes achieved by higher education institutions. Therefore 
higher education institutions apply outcome-based quality 
assurance systems more frequently. 

At the meantime the process approach towards organi- 
sational activity is being applied in modern quality manage- 
ment systems, systems used in the industrial sector in par- 
ticular. Quality management systems are directed towards 
management of processes and their compliance with the 
systems. Quality systems described in ISO standards can be 
an example of such a quality management system (Lithu- 
anian ... ISO 9000, 2001 ; Lithuanian... ISO 9001 , 2001 ). 

In the manual "Unified Quality Management System for 
Estonian Public Universities" prepared in Estonia, strategic 
planning, feedback, self-analysis and quality culture as the 
key quality management means are emphasized and inter- 
nal and external regulations, requirements and standards 
serve as the quality control means (Mattisen, 2006). 

The Lithuanian Maritime College (LMC)isthe first Lithua- 
nian higher education institution that has implemented the 
quality management system according to the ISO standards 
requirements. The implemented quality management sys- 
tem is applied to the overall activity of the college - maritime 
education and training (MET) and development improve- 
ment of qualifications. In 2001 LMC quality management 
system was certified by Lloyd's Register Quality Assurance 
and still exists successfully. 

In scientific research publications there are articles fo- 
cusing on maritime education and training quality criteria 
(Paine-Clemes, 2006; Sencila, 2002) and implementation of 
ISO quality management systems in METinstitutions (Coop- 
er et al., 2004; Asyale et al, 2000). However, such practice has 
not been comprehensively revealed so far. 

The research object presented in the article is the quality 
management system based on ISO standards. 

The article discusses the development of ISO series 
standards, structure and concepts of a modern quality man- 
agement system based on ISO regulations; reveals peculi- 
arities of the application of the standards at a higher educa- 
tion institution; presents the generalised description of the 
quality management system and practice of its application 
at the Lithuanian Maritime College. 


1 

WHY ISO? INTERNATIONAL AND 
LITHUANIAN REQUIREMENTS FOR MET 
INSTITUTIONS QUALITY SYSTEMS 

Requirements for maritime education and training quality 
and for quality systems of institutions can be divided into 
four levels: international (global), the European Union, na- 
tional and higher education institution (Table 1). 
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1 lentele. Reikalavimai jurininku rengimo institucijq kokybes sistemoms 
Table 1 . Requirements for maritime training institutions quality systems 


REIKALAVIMy LYGIS, REIKALAVIMy DOKUMENTAI / 
LEVEL OF REQUIREMENTS, REQUIREMENT 
DOCUMENTS 

KAM 8ENDRIEJI REIKALAVIMAI TAIKOMI / 
WHO / WHAT ARETHE GENERAL REQUIREMENTS 
APPLIED FOR? 

JURININKU RENGIMO JSTAIGOMS TAIKOMI) REIKALAVIMy ESME/ 
THE ESSENCE 0FTHE REQUIREMENTS APPLIED FOR MET INSTITUTIONS 

Tarptautiniai reikalavimai , 
(The International..., 1995)/ 
International requirements, 
(The International..., 1995) 

Prie konvencijos prisijungusiq saliq jurininkq rengi- 
mo ir kvalifikacijos suteikimo sistemoms / 

Systems of maritime training and qualifica- 
tion awarding of the member countries of the 
Convention 

Rekomenduojama jdiegti kokybes sistemq, apimanciq organizacing 
strukturq, atsakomybg, procedural procesus ir kokybei pasiekti reika- 
lingus isteklius. Salis uztikrina, kad bet kokia rengimo ir kompeten- 
tingumo jvertinimo veikla butq priziurima bei kontroliuojama taikant 
kokybes reikalavimq sistemq / 

Recommended to implement the quality system covering organisa- 
tional structure, responsibility, procedures, processes, and resources 
necessary to achieve the quality. The country ensures that any training 
and competence evaluation activity is supervised and controlled by 
applying the system of quality requirements 

Europos Sqjungos reikalavimai, 
(Directive..., 2001)/ 

EU requirements 
(Directive..., 2001) 

Europos Sqjungos valstybiq nariq jurininkq rengimo 
ir kvalifikacijos suteikimo sistemoms / 

The states, members of EU maritime training and 
qualification granting systems 

Reikalaujama uztikinti, kad bet kokia rengimo ir kompetentingumo 
jvertinimo veikla butq vykdoma, priziurima bei kontroliuojama taikant 
kokybes reikalavimq sistemq / 

Required to guarantee that any training and competence evaluation 
activity is implemented supervised and controlled by applying the 
quality requirement system 

Nacionaliniai Lietuvos Respublikos nustatyti 
reikalavimai (Mokymo..., 2002) / 

National requirements set by the Lithuanian 
Republic (Mokymo..., 2002) 

Visoms Lietuvoje jregistruotoms mokymo jstaigoms, 
jmonems ir organizacijoms, suteikiancioms asme- 
nims teorinj ir praktinj parengimq, butinq jurininko 
kvalifikacijai bei jos patvirtinimui gauti / 

All training institutions, enterprises and organisa- 
tions registered in Lithuania, providing theoretical 
and practical training, necessary for a seafarer 
qualification and for its confirmation to acquire 

Reikalaujama savo veiklq organizuoti ir vykdyti pagal ISO 9000 serijos 
standartq reikalavimus/ 

Required to organise and implement its activities according to ISO 
9000 series standards requirements 

Aukstosios mokyklos reikalavimai, Lietuvos jureivystes kolegijai / jdiegti, sertifikuoti ir priziureti kokybes vadybos sistemq, atitinkanciq 

Jstaigos statutas, standartas (Lietuvos..., 2001 ) p or Lithuanian Maritime College ISO 9001 :2000 standarto reikalavimus / 

ir kt. dokumentai / Implement, certify, and supervise quality management system, cor- 

Higher education institution requirements responding ISO 9001 :2000 standard requirement 

Statute of LMC, standard (Lithuanian..., 2001 ) 

and other documents 


Tarptautiniai reikalavimai yra isdestyti STCW 
95 konvencijoje ( The International..., 1995), kurios pa- 
grindinistikslas- suvienodinti minimalius teorinio pa- 
ruosimo ir praktines patirties reikalavimus jva i riq saliq 
jurininkams. Lietuva prisijunge prie minetos konven- 
cijos 1991 m. Reikalavimai kokybes sistemoms j kon- 
vencijq buvo jtraukti nuo 1 995 m. 

Konvencijoje yra nurodoma, kad kiekviena salis 
uztikrina, kad bet kokia jurininkq rengimo, kompeten- 
tingumo jvertinimo, atestatq isdavimo, jq tvirtinimo ir 
atnaujinimo veikla yra priziurima bei kontroliuojama 
taikant kokybes reikalavimq sistemq. Siq veiklq peri- 
odiskai jvertina su ja nesusij^ kvalifikuoti asmenys. 
Informacija apie privalomq jvertinimq perduodama 
Tarptautines jurq organizacijos (IMO) Generaliniam 
Sekretoriui. 

Konvencijoje yra isdestytos pagrindines kokybes 
sistemq gaires. Rekomenduojama atsizvelgti j esa- 
mas nacionalines ar tarptautines kokybes sistemas 


The international requirements are set in 
the STCW 95 Convention ( The International..., 1 995) the 
key aim of which is to harmonise minimal requirements 
for theoretical training and practice for maritime of differ- 
ent countries. Lithuania joined to the Convention in 1991. 
The requirements for quality systems were included into 
the Convention in 1995. 

The convention indicates that every country ensures 
that any activity of maritime education and training, evalu- 
ation of competence, issuance of certificates, their endorse- 
ment and renewal are supervised and controlled by apply- 
ing the quality requirements system. This system shall be 
periodically evaluated by qualified persons who are not 
themselves involved in the activities concerned. Informa- 
tion on compulsory evaluation is presented to the General 
Secretary of International Marine Organisation (IMO). 

The Convention gives the main guidelines for quality 
systems. IT is recommended to take into account to the ac- 
cepted national and international quality systems and in- 
clude the following elements into the quality requirements: 
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bei jtraukti j kokybes reikalavimus siuos pagrindinius 
elementus: 

• aiskiai suformuluotq kokybes politikq ir budus, 
kuriais si politika turi buti jgyvendinama; 

• kokybes sistemq, apimanciq organizacin^ struk- 
turq, atsakomyb^, proceduras, procesus ir isteklius, 
reikalingus kokybes vadybai; 

• kokybes kontroles metodus ir priemones; 

• nuolatines prieziuros organizavimq apimant ir 
vidinio kokybes uztikrinimo vertinimq, kad butq pa- 
siekti visi uzsibrezti tikslai; 

• periodisko isorinio kokybes jvertinimo organi- 
zavimq. 

Europos S^jungos reikalavimai jurinin- 
kams rengti isdestyti Europos Parlamento ir Europos 
Tarybos direktyvoje 2001/25/EB (Directive..., 2001). 
Kita Europos Parlamento direktyva (Directive..., 2005) 
jpareigoja valstybes nares pripazinti kitose valstybese 
narese suteikiamq jurininko profesin^ kvalifikacijq. Di- 
rektyvq vykdymas valstybems narems yra privalomas. 

Valstybes nares turi uztikrinti, kad bet kokia juri- 
ninkq rengimo ir kompetentingumo jvertinimo veikla 
butg vykdoma, priziurima bei kontroliuojama taikant 
kokybes reikalavimq sistemq. Ne reciau kaip kartq per 
penkerius metus mineta veikla vertinama ir valstybe 
nare perduoda ataskait^ apie atliktq jvertinimq Euro- 
pos Komisijai. 

Nacionaliniai reikalavimai isdestyti Lietu- 
vos Respublikos susisiekimo ministro patvirtintuose 
nuostatuose (Mokymo..., 2002). Susisiekimo ministeri- 
ja, kaip kompetentinga institucija, atliekanti jurininko 
kvalifikacijq patvirtinanciq dokumentq pripazinimq, 
jgaliojo Lietuvos saugios laivybos administracijq vyk- 
dyti jurininkq mokymo jstaigq ir jq jgyvendinamq pro- 
grarnq akreditavimq ir prieziurq. 

Lietuvos saugios laivybos administracija turi 
teis^: 

• akredituoti mokymo jstaigg ir isduoti arba atsi- 
sakyti isduoti akreditavimo liudijimq; 

• sustabdyti akreditavimo liudijimo galiojimq ar 
panaikinti jo galiojimo sustabdymq; 

• sustabdyti teorinio ar praktinio mokymo progra- 
mos jgyvendinimg arba panaikinti teorinio ar prakti- 
nio mokymo programos jgyvendinimo sustabdymq; 

• prat^sti ar panaikinti akreditavimo liudijimo 
galiojimq. 

Aukstoji mokykla,„pries pateikdama Lietuvos 
saugios laivybos administracijai prasymg del akredi- 
tavimo, privalo savo veiklq vykdyti pagal ISO 9000 
serijos standartg reikalavimus ir rastiskai apiforminti, 
jdiegti ir palaikyti kokybes sistemq kaip priemon§, 
uztikrinancig, kad studentai jgytg zinig ir patirties, 
kaip numatyta mokymo tiksluose bei uzdaviniuose" 
(Mokymo..., 2002, p. 4). 


• clearly defined policy regarding quality and the 
ways of such policy implementation; 

• quality system incorporating the organisational 
structure, responsibilities, procedures, processes, and re- 
sources necessary for quality management; 

• methods and means of quality control assurance; 

• organisation of constant supervision that involves 
internal assessment of quality assurance in order to reach 
the set aims; 

■ organisation of periodical external quality evalua- 
tion. 

The EU requirements for seafarers'training are 
set in the Directive of the European Parliament and EU 
Council 2001/25/EB (Directive..., 2001). Another Directive 
(Directive..., 2005) charges the member states to recognise 
seafarer's professional qualification provided in the other 
member states. The implementation of the directives is ob- 
ligatory for all the member states. 

The member states have to ensure that any seafarers' 
training and competence evaluation activity should be 
implemented, supervised and controlled by applying the 
system of quality requirements. Not rarer than once in five 
year interval the above mentioned activity is assessed and 
a member state submits a report on the accomplished eval- 
uation to the European Commission. 

The national requirements are set in the Reg- 
ulations approved by the Minister of Transport and Com- 
munications of the Republic of Lithuania (Mokymo..., 2002). 
The Ministry of Transport and Communications being a 
competent institution that certifies seafarer's qualification 
has authorised the Lithuanian Maritime Safety Administra- 
tion to implement supervision of maritime training insti- 
tutions and accreditation and supervision of the pursued 
programmes. 

The Lithuanian Maritime Safety Administration exer- 
cises the right: 

• to accredit an educational institution and issue an 
accreditation document or reject its issuance; 

• suspend the validity of the accreditation certificate 
or abolish the validity of its suspension; 

• suspend implementation of theoretical or practical 
training programme or cancel suspension of implemen- 
tation of theoretical or practical training programme; 

• extend or cancel validity of accreditation 
certificate. 

A higher education institution prior to submitting an 
application for accreditation to the Lithuanian Maritime 
Safety Administration must enact its activity according to 
the requirements of ISO 9000 series standards and proc- 
ess in a written form, implement and maintain quality sys- 
tem as a means that guarantees students' acquisition of 
knowledge and practice as it has been envisaged in the 
aims and tasks of education (Education..., 2002, p. 4). 
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Paskutiniu sakiniu atsakyta j pasirinkimo klausi- 
mq: kodel ISO? Todel, kad tokie yra nacionaliniai rei- 
kalavimai. Be to, ISO standartq reikalavimai yra paly- 
ginti gerai parengti ir formalizuoti, suformuotas ISO 
kokybes sistemas akredituojanciq ir sertifikuojanciq 
organizacijq tinklas. Del to mokymo jstaiga jgyja ne 
tik efektyvq kokybes vadybos jrankj, bet ir sertifikuo- 
tg kokybes sistemq, nekelianciq abejonig jg tikrinan- 
cioms organizacijoms (1 pav.) bei suprantamq salies 
ir uzsienio partneriams. 


The last sentence answers the question about choice 
of a quality system: why ISO? Because such are the nation- 
al requirements. Besides the requirements of ISO stand- 
ards are comparatively well prepared and formalised, 
a network of institutions accrediting and certifying ISO 
quality systems has been established. Thus an education 
institution acquires not only an effective tool of quality 
management but also certified quality system that does 
not raise any doubts for institutions inspecting it (Fig. 1.) 
and understandable to national and foreign partners. 




1 pav. Lietuvos jureivystes kolegijos kokybes vadybos sistemai keliami| reikalavimi) schema. Schemoje: SKVC - Studijij kokybes vertinimo centras, 

LSLA - Lietuvos saugios laivybos administracija, LRQA - Lloyd's Register Quality Assurance, LJK - Lietuvos jureivystes kolegija 
Fig. 1 . The diagram of requirements set for the Lithuanian Maritime College quality management system. CQAME - Centre for Quality Assessment in Higher 
Education; LMSA - Lithuanian Maritime Safety Administration; LRQA - Lloyd's Register Quality Assurance, LMC - Lithuanian Maritime College 


ISO 8402 


ISO 9000-1 


ISO 9001 


ISO 9002 


ISO 9003 


ISO 9004-1 





1994 m. versijos standartai / 
Standards of 1994 version 


ISO 9000. Kokybes vadybos sistemos. Pagrindai, terminai ir apibrezimai / 
ISO 9000. Quality management systems. Fundamentals and vocabulary 


ISO 9001. Kokybes vadybos sistemos. Reikalavimai / 
ISO 9001 . Quality management systems. Requirements 


ISO 9004. Kokybes vadybos sistemos. Veiklos gerinimas / 

ISO 9004. Quality management systems. Guidelines for performance 
improvement 

2000 m. versijos standartai / 

Standards of 2000 version 


2 pav. ISO 9000 serijos standartq raida 
Fig. 2. Development of ISO 9000 series standards 
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2 

ISO STANDARTAI: NUO KOKYBES 
UZTIKRINIMO PRIE KOKYBES VADYBOS 

Tarptautine standartizacijos organizacija (ISO) yra pa- 
sauline nacionaliniq standartizacijos organizacijq (ISO 
nariq) federacija. ISO technikos komitetai (is viso yra 
237 komitetai) rengia tarptautiniq standartg projektus. 
Tarptautinis standartas priimamas, jeigu jam pritare ne 
maziau, kaip 75 proc. balsuojancig narig. Siuo metu ISO 
yra parengusi beveik 1 2000 standartg (ISO, 2007). 

ISO kokybes standartg pirmtakai buvo Didziosios 
Britanijos ir Kanados kokybes standartai. ISO 9000 serijos 
pavadinimu standartai pasirode 1 987 metais. Paskutinis 
esminis standartg patobulinimas jvyko 2000 m., kai trys 
1 994 m. versijos reikalavimg standartai (ISO 9001 :1 994, 
ISO 9002:1994 ir ISO 9003:1994) buvo sujungti j vieng 
ISO 9001 :2000 standartg (2 pav.). 

2000 m. pradeti taikyti nauji ISO 9000 serijos koky- 
bes vadybos standartai, parengti visiskai kitu principu 
palyginti su 1994 m. standartais. Standarto pavadinime 
nebera termino kokybes uztikrinimas, o pabre- 
ziama kokybes vadyba. Kokybes vadybos sgvoka 
standarte turi platesn^ reiksm^ nei kokybes uztikrini- 
mo sgvokg. Kokybes uztikrinimas jeina j kokybes vady- 
bos sgvokg kaip viena is jos dalig (Lietuvos... ISO 9000, 
2001 ). 

Kokybes vadyba pagal ISO 9001 :2000 standartg ap- 
ima sias keturias dalis: 

■ kokybes planavimas - kokybes vadybos dalis, nu- 
kreipta kokybes tikslams nustatyti ir reikiamiems veiklos 
procesams bei su jais susijusiems istekliams apibrezti; 

■ kokybes valdymas (kontrole) - kokybes vadybos 
dalis, sutelkta kokybes reikalavimams jvykdyti; 

• kokybes uztikrinimas - kokybes vadybos da- 
lis, sutelkta pasitikejimui, kad bus jvykdyti kokybes 
reikalavimai; 

• kokybes gerinimas - kokybes vadybos dalis, su- 
telkta didinti sugebejimg jvykdyti kokybes reikalavimus; 
vertinami veiklos rezultatyvumas ir efektyvumas. 

Pagal minetg standartg rezultatyvumas yra suvokia- 
mas kaip planuotg priemonig jgyvendinimo ir planuotg 
rezultatg pasiekimo laipsnis, o efektyvumas - pasiekto 
rezultato ir panaudotg isteklig santykis. 

Kokybes uztikrinimas aukstojo mokslo srityje daz- 
niausiai laikomas bendru kokybes veiklos tikslu (uzti- 
krinti kokyb^) arba kokybes siekimo priemonig visuma 
(Campbell, Rozsnyai, 2002). ISO standarte kokybes uz- 
tikrinimas apibreziamas kaip veiksmai, sutelkti veiklos 
rezultatams matuoti ir rezultatyvumui vertinti. 

ISO standarto pateikta keturig dalig kokybes vady- 
bos struktura visiskai atitinka universalg Shewharto-De- 
mingo ciklg (straipsnyje aptariamas zemiau): planuok - 
daryk - tikrink - veik (2 lentele). 


2 

ISO STANDARDS: FROM QUALITY 
ASSURANCE TOWARDS QUALITY 
MANAGEMENT 

The International Organization for Standardization (ISO) 
is a global network of the national standardisation or- 
ganisations (ISO members). ISO technical committees 
(there are 237 committees altogether) prepare projects 
for international standards. An international standard is 
accepted, provided not less than 75 percent of the mem- 
bers, having the right to vote, approved it. Recently ISO 
has prepared up to 1 2000 standards (ISO, 2007). 

The forerunners of ISO quality standards were Great 
Britain's and Canadian quality standards. The standards 
having the title of ISO 9000 emerged in 1987. The last 
essential improvement was done in 2000 when three 
standards of requirements of the year 1994 version (ISO 
9001:1 994, ISO 9002:1 994 and ISO 9003:1 994) were com- 
bined into a single ISO 9001 :2000 standard (Fig. 2). 

In 2000 new ISO 9000 series quality management 
standards were introduced for application. These stand- 
ards were based on a different principle than standards of 
1 994. In the title of the standard there is no term of q u a I - 
ity assurance and instead quality management 
is stressed. The concept of quality management in the 
standard has a wider meaning than the concept of quality 
assurance. Quality assurance is included into the concept 
of quality management as its component (Lithuanian... 
ISO 9000,2001). 

Quality management according to the ISO 9001 :2000 
standard covers these four parts: 

• quality planning - a part of quality management, 
is meant to determine quality aims and define the need- 
ed activity processes and related recourses; 

• quality control - a part of quality management fo- 
cused on fulfilling quality requirements; 

• quality assurance - a part of quality management 
focused on providing confidence that the quality re- 
quirements will be fulfilled; in this part activity efficien- 
cy is assessed; 

• quality improvement - part of quality manage- 
ment focused on increasing the ability to fulfil quality 
requirements; activity efficiency and effectiveness are 
assessed. 

According to the above mentioned standard effec- 
tiveness is interpreted as relationship between the result 
achieved and the resources used and efficiency- extent to 
which planned activities are realized and planned results 
achieved. 

Quality assurance in higher education area is most of- 
ten approached as a general objective of quality activity 
(to ensure quality) or the whole of quality seeking means 
(Campbell, Rozsnyai, 2002). In the ISO standard quality 
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2 lentele. Shewharto-Demingo ciklo kokybes vadybos dalii) atitikimas 

Table 2. Conformity of Shewhart-Deming cycle to the elements of the quality management system 


Nr. /No 

SHEWHARTO-DEMINGO PROCESQ VALDYM0 CIKLO DALIS / 
PART OF THE SHEWHART-DEMING PROCESS CYCLE 

KOKYBES VADYBOS DALIS (VEI KSMAS) / 
PART OF A QUALITY MANAGEMENT SYSTEM 

1 . 

Planuok / Plan 

Kokybes planavimas / Quality planning 

2. 

Daryk / Do 

Kokybes valdymas (kontrole) / Quality control 

3. 

Tikrink / Check 

Kokybes uztikrinimas / Quality assurance 

4. 

Veik / Act 

Kokybes gerinimas / Quality improvement 


1 . Taikymo sritis / Scope 


2. Normatyvines nuorodos/ 
Normative reference 


3. Sqvokos ir apibrezimai / 
Terms and definitions 


4. Kokybes vadybos sistema / 
Quality management system 

c> 

Organizacija turi sukurti, jforminti dokumentais, jgyvendinti, priziureti ir nuolat gerinti KVS pagal 
standarto reikalavimus / Organization must create and formalize in documents, implement, 
supervise and continually improve QMS according to the standard requirements 



5. Vadovybes atsakomybe / 
Management responsibility 

o> 

Vadovybes jsipareigojimai, vertinamoji analize, atsakomybe, jgaliojimai ir rysiai / 
Management undertakings, assessment analysis, responsibility, powers and relations, 



6. Istekliq vadyba/ 
Resource management 

c> 

Aprupinimas istekliais, zmogiskieji istekliai, infrastruktura, darbo aplinka / 
Supply of resources, human resources, infrastructure, working environment 



7. Produkto realizavimas/ 
Product realization 

c> 

Planavimas, reikalavimq produktui nustatymas, vertinamoji analize, rysiai su vartotoju, vartotojo 
turtas / Planning, determining product requirements, assessment analysis, relations with the 
consumer, consumer's wealth 



8. Matavimas, vertinamoji analize 
ir gerinimas / Measurement, 
analysis and improvement 

c> 

Vartotojo pasitenkinimas, vidaus auditas, duomenq analize, nuolatinis gerinimas, koregavimo ir 
prevenciniai veiksmai / Consumer's satisfaction, internal audit, data analysis, continual improve- 
ment, correctional and prevention actions 


3 pav. ISO 9001:2000 standarto strukturos schema (Lietuvos... ISO 9001, 2001) 

Fig. 3. The diagram of ISO 9001 :2000 standard structure (Lithuanian ... ISO 9001 , 2001 ) 


ISO 9001 :2000 standard sudaro 5 pagrindiniai sky- 
riai: kokybes vadybos sistema (KVS); vadovybes atsako- 
mybe; istekliq vadyba; produkto realizavimas; matavi- 
mas; analize ir gerinimas (3 pav.). 

Svarbiausiais standarto ypatumas - procesinio po- 
ziurio taikymas, kai demesys nukreipiamas j realiq or- 
ganizacijos veiklos procesq identifikavimq ir valdymq. 
Kitais principiniais naujos versijos standartq skirtumais 
laikytini sie: keliami kliento poreikiq nustatymo ir jq 
patenkinimo klausimai; labiau pabreziama vadovybes 
atsakomybe; galimybe integruoti standarto taikymq j 
kitas sistemas (pvz., aplinkos apsaugos vadybos); nu- 
statomi reikalavimai kliento pasitenkinimui jvertinti ir 
reikalavimai del resursq valdymo. 


assurance is defined as the part of actions for measuring 
results of activity and assessment of efficiency. 

The four-part structure of quality management sys- 
tem corresponds to the Shewhart -Deming cycle (dis- 
cussed in this article below) structure: plan - do - check - 
act (Table 2). 

ISO 9001 :2000 standard is comprised of five basic sec- 
tions: quality management system (QMS); responsibility 
of top management; management of resources; realiza- 
tion of a product, measurement, analysis and improve- 
ment (Table 3). 

The most relevant peculiarity of the standard is the ap- 
plication of process approach, when attention is directed 
towards identification and management of real processes 
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Naujame ISO 9001:2000 standarte taikomi visuoti- 
nei kokybes vadybai budingi metodai (Tari, 2005). 

Lietuvoje ISO standartai paprastai leidziami lietuviq 
ir anglq kalbomis. Standartuose yra rasoma, kad abi siq 
standartq versijos turi tg patj status^. Taciau ginco atve- 
ju butina remtis angliskqja standartq versija. 

Naudojant ISO 9000 serijos standartq zymenis, kar- 
tais kyla netikslumq del metg rasymo, nes ISO priima 
standartq metais anksciau, o Lietuvos standartizacijos 
departamentas - metais veliau. Pvz., naujausios versi- 
jos standartai ISO buvo priimti 2000 m., o Lietuvoje - 
2001 m. Todel jie turi skirtingus zymenis: ISO standar- 
tai - ISO 9000:2000, ISO 9001:2000 ir ISO 9004:2000, o 
Lietuvos - LST EN ISO 9000:2001 , LST EN ISO 9001 :2001 
irLSTEN ISO 9004:2001. 


3 

ISO 9000 STANDARTg TAIKYMO 
AUKSTOJOJE MOKYKLOJE YPATUMAI: 

TERM I NOLOG I JOS IR SAVOKy (POZIURig) 
PARADIGMA 

Diegiant ISO 9000 kokybes vadybos principus aukstojo- 
je mokykloje, susiduriama su standartg sqvokq isaiski- 
nimo problema. 

Zodis kokybe daznai vartojamas skirtingomis 
reiksmemis. Dvi tokios reiksmes yra „atitikimas reika- 
lavimams" arba „tobulumo laipsnis". Sqvoka „atitikimas 
reikalavimams" leidzia argumentuotai jrodineti, kad 
„kokybe kainuoja maziau", taip tarn tikrais atvejais ir 
yra. Ir priesingai,„tobulumo laipsnis" reiskia, kad„koky- 
be kainuoja daugiau".Tokio vartojimo pavyzdys: jrengti 
ir eksploatuoti penkiq zvaigzduciq viesbutj kainuoja 
daugiau negu pension^. Norint isvengti painiavos,„to- 
bulumo laipsniui" apibudinti gali buti vartojamas ter- 
minas „kokybes klase" (angl. quality grade) (Lietuvos..., 
1995). 

Pagal standarto nustatytq apibrezimg, kokybe - 
tai turimg charakteristikq visumos atitikties reikalavi- 
mams laipsnis (Lietuvos... ISO 9000, 2001). 

Tokiu budu aukstojo mokslo kokybe gali buti jvar- 
dyta kaip objekto (dalyko, studijq programos, mokymo 
institucijos) turimg charakteristikq visumos atitiktis ke- 
liamiems reikalavimams. 

Pagal standartg atitiktis (kokybe) gali buti „prasta", 
„gera" arba„puiki" (Lietuvos... ISO 9000, 2001). 

Gali buti atvejq, kai objekto kokybe virsija keliamus 
reikalavimus savo kokybes klasei. 

Pagal standarto nustatytq apibrezimq, produktas 
yra proceso rezultatas. Nustatytos keturios svarbiausios 
produktg kategorijos: paslauga, intelektiniai produktai, 
medziaginiai produktai ir perdirbamosios medziagos. 
Jeigu produktas susideda is elementg, priklausancig 


of organisational activity. The other essential differences 
of a new version of standards are regarded as follows: the 
importance of customers' needs identification and their 
satisfaction; management responsibility is stronger em- 
phasised; possibility to integrate the application of the 
standard into other systems (e.g. environmental manage- 
ment) is provided; requirements for evaluation of a cus- 
tomer's satisfaction and requirements for management of 
resources are determined. 

The methods applied in the new ISO 9001 :2000 stand- 
ard quality management system are peculiar to total qual- 
ity management (TQM) (Tari, 2005). 

In Lithuania the standards are usually issued in the 
Lithuanian and English languages. The standards note 
that both versions of the standards hold the same status. 
However, an argument should be solved on the basis of 
the English version. 

Using ISO 9000 standard bookmarks inaccuracies 
in indicating years sometimes occur, as ISO adopts a 
standard a year earlier and the Lithuanian Department 
of Standardization a year later. For example, the newest 
version of ISO standards was adopted in 2000, whereas in 
Lithuania - in 2001. Therefore they have different book- 
marks: ISO standards - ISO 9000:2000, ISO 9001 :2000 and 
ISO 9004:2000 and Lithuanian - LST EN ISO 9000:2001, LST 
EN ISO 9001 :2001 and LST EN ISO 9004:2001 . 


3 

PECULIARITIES OF APPLICATION OF ISO 
9000 STANDARDS AT A HIGHER EDUCATION 
INSTITUTION: A PARADIGM OFTERMS AND 
CONCEPTS (ATTITUDES) 

The problem of clarification of standard concepts is usu- 
ally faced while implementing ISO 9000 quality man- 
agement principles in a higher education institution. 

The word quality is often used in different mean- 
ings. Two of the quality meanings are "degree of the re- 
quirements fulfilling" and "degree of perfection". The 
concept "degree of the requirements fulfilling" allows to 
maintain, that "quality costs less" and in certain cases it is 
so.Andconversely"degree ofperfection"meansthat"qual- 
ity costs more". Such example of consumption: equipping 
and maintaining a five star hotel costs more than a hos- 
tel. Trying to avoid misunderstanding, the term "quality 
grade" is being used to define the concept of quality as 
"degree of perfection" (Lithuanian..., 1 995). 

According to the definition determined by the stand- 
ard, q u a I i ty means the degree to which a set of inherent 
characteristics fulfils requirements (Lithuanian... ISO 9000, 
2001 ). 

Therefore higher education quality can be named as 
an object (study subject, study programme, education 
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4 pav. Suprastinta produkto gavimo schema 
Fig. 4. A simplified diagram of product receiving 


skirtingoms kategorijoms, jis pavadinamas atsizvelgiant 
j dominuojantj element^ (Lietuvos... ISO 9000, 2001). 

Procesas standarte apibudinamas, kaip tarpusa- 
vyje susijusiq ar sqveikaujanciq veiklq visuma, kuri gavi- 
nius pavercia produktais. Proceso gaviniai paprastai yra 
kito proceso produkcija (4 pav.). 

Vartotojas (klientas) yra organizacija ar asmuo, 
kurie gauna produkcijq. Organizacijos atzvilgiu vartoto- 
jai gali buti vidiniai ir isoriniai. 

Akivaizdu, kad aukstojoje mokykloje gana sudetin- 
ga tiesiogiai taikyti ISO kokybes elementq ir procesq pa- 
vadinimus, analogiskai kaip pramones jmonese, kuriose 
aisku, kas yra produktas, o kas yra vartotojas ir pan. Kas 
yra sitoje sistemoje aukstosios mokyklos studentas: ga- 
vinys, produktas, proceso dalyvis ar klientas? 

Isanalizav^ ISO kokybes standartq taikymo ypatu- 
mus, Shutler P. ir Crawford L. (1998) pritaike vienodas 
palyginamqsias pramones jmones ir aukstosios moky- 
klos schemas. 

Budas produkcijos kokybei pasiekti pagal ISO 9000 
gamykloje yra gana aiskus (1 priedas). Galutinio pro- 
dukto kokybe turetq patenkinti vartotojo detalizuotus 
reikalavimus. Tam tikslui pasiekti turi buti uztikrinta: 
gaunamg gaviniq ir projektines dokumentacijos koky- 
be, tinkama gamybos proceso jranga ir technologija, 
darbuotojq kvalifikacija, isleidziamos produkcijos koky- 
bes kontrole, pakankamas vadovybes kompetentingu- 
mas bei aiskiai apibrezta jos atsakomybe. 

Aukstosios mokyklos modelis imamas analogiskas 
gamyklos modeliui (2 priedas). Siekiant uztikrinti ab- 
solventg kokyb^ turi buti priimami gebantys studijuoti 
viduriniq mokyklg abiturientai. Turi buti atitinkamos 
kokybes studijg proceso dokumentacija (studijg planai, 
dalykg programos, tvarkarasciai ir pan.), pakankamai 
kvalifikuoti destytojai, atitinkamo techninio bei meto- 
dinio lygio kokybiskai vykdomas studijg procesas, pa- 
tikima studentg jgytg zinig ir jgudzig kontrole, aiskiai 
apibrezta vadovybes atsakomybe bei pakankamas rei- 
kalingiems pokyciams jgyvendinti kompetentingumas. 

Aukstosios mokyklos studentai atlieka keletq vai- 
dmeng vienu metu. Remiantis ISO 9000 standartg api- 
brezimais galima teigti, kad: 

• studentai, jstojantys j aukst^jg mokyklq, yra jos 
„gaviniai"; 

■ studentai yra aukstosios mokyklos klientai, jos 
paslaugg vartotojai (klientai); 

• studentai yra aktyvus studijg proceso dalininkai; 


institution) available characteristics entirety match to the 
raised requirements. According to the standard match 
(quality) can be "poor" or "good" or "excellent" (Lithua- 
nian... ISO 9000, 2001). There are cases when the quality 
of an object exceeds the quality requirements raised for 
its quality grade. 

According to the standard definition aproduct is a 
result of a process. Four main product categories are deter- 
mined: services, intellectual products, material products 
and rehash materials. If a product consists of elements be- 
longing to different categories, then it is named according 
to the dominant element (Lithuanian... ISO 9000, 2001). 

The process is described as the set of interrelated or 
interacting activities, which transforms inputs into out- 
puts. The process inputs are usually production of another 
process (Fig. 4). 

A consumer (client) is an organisation or person who 
receives production. From the view of an organisation 
consumers can be internal or external. 

The names of ISO quality elements and processes are 
obviously difficult to apply directly in a higher education 
institution, whereas in industrial enterprises it is clear what 
is a product, who is a consumer and etc. Who is a higher 
education institution student within this system: an input, 
output, process participant or a client? 

Having analysed the application peculiarities of ISO 
quality standards Shutler P. and Crawford L. (1998) adapt- 
ed the same comparative charts (schemes) of an enter- 
prise and a higher education institution. 

The way to achieve quality of a product according 
to ISO 9000 in a factory is rather clear (Appendix 1). The 
quality of a final product should satisfy the detailed re- 
quirements of a consumer. To reach this aim the follow- 
ing should be guaranteed: quality of obtained inputs and 
design documentation quality, suitable equipment and 
technologies of manufacturing process, workers' qualifi- 
cations, control of released production quality, sufficient 
competence of management and clearly defined their 
responsibility. 

The model of a higher education institution is analo- 
gous to a factory model (Appendix 2). Seeking to guar- 
antee graduates' quality incoming secondary school leav- 
ers should satisfy appropriate entry requirements. Study 
process documentation (study plans, syllabi, timetables, 
etc.) should be of a certain quality, sufficiently qualified 
teaching staff, study process of an appropriate technical 
and methodical level and reliable students' knowledge 
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• studentai yra gaunamq paslaugq kokybes vertin- 
tojai (pasirinkdami aukst^jq mokyklq bei dalyvaudami 
apklausose studijq metu ir pan.); 

• po to, kai studentai baigia aukst^jq mokyklq, jie lai- 
komi aukstosios mokyklos produktu. 

Jvairiai apibreziama, kas laikytina aukstosios mo- 
kyklos produktais. „Produktai - tai studijq programos, 
destytojq planai, darbo schemos, paskaitq uzrasai, des- 
tytojq pateikta metodine medziaga (plakatai, dalomoji 
medziaga ir pan.) studentq teoriniams ir praktiniams 
uzsiemimas, kursiniams darbams. Produktais gali buti 
laikoma destytojq ir studentq sqveika, studentq mo- 
tyvacija mokytis, studentq ismokimas, jgytos zinios ir 
profesiniai jgudziai, jdiegtos bendrosios zmogiskosios 
vertybes" (Misiunas, 2000, p. 8). 

Britanijos standartq institutas nurodo, kad studiji} 
institucijos produktas yra studijq metu isaug^s studen- 
to kompetentingumas, zinios, supratimai ir jo asmeninis 
tobulejimas (Guidance, 2007). 

Aukstosios mokyklos klientai ir jos paslaugq var- 
totojai taip pat yra darbdaviai ir kitos organizacijos ir 
asmenys. 

4 

LIETUVOS JOREIVYSTES KOLEGIJOS 
KOKYBES VADYBOS SISTEMOS MODELIS 

2001 m. Lietuvos jureivystes kolegijoje vyko intensyvus 
Kokybes vadybos sistemos kurimo, diegimo ir jgyven- 
dinimo darbas pagal ISO 9001:2000 standarto reikala- 
vimus. Tuo metu buvo svarbus vadovybes vaidmuo. „Ji 
turejo pademonstruoti polinkj kurti, remti ir analizuoti 
kokybes sistemq, numatyti galimybes nuolat gerinti sis- 
temq, garantuoti tarn tikslui reikalingus isteklius, skatin- 
ti personal^ tobulinti paslaugas. Taciau „polinkio kurti, 
remti ir analizuotL.demonstravimas" privalomas ne tiek 
audits atliekancios organizacijos atstovams, kiek pacios 
organizacijos vadovams ir personalui" (Zakabuninas, 
2001 ). 

ISO 9000 standartas skatina taikyti procesinj poziu- 
rj siekiant sukurti, jdiegti ir pagerinti kokybes vadybos 
sistemos rezultatyvumq, kad paslaugq vartotojas butq 
kuo labiau patenkintas (Lietuvos... ISO 9001, 2001). To- 
del kokybes vadybos sistema kolegijoje pradeta kurti 
procesq analizes metodu. Identifikuojant procesus ir 
apibreziant jg tarpusavio sgveikg, praktineje veikloje 
reikejo nustatyti: 

• procesus, jg pagrindines veiklas ir atsakingus 
asmenis; 

• procesg tarpusavio sgveikg. 

Vienas is kokybes vadybos sistemos jdiegimo orga- 
nizacijoje tikslg - suteikti jos procesams sistemiskumo 


and skills control, clearly defined management respon- 
sibility and sufficient competence for implementation of 
necessary changes. 

The higher education institution students accomplish 
several roles at a time. Based on ISO 9000 standards defi- 
nitions it is possible to state that: 

• students who enter a tertiary school are its "in- 
puts", "raw materials"; 

• students are clients of a tertiary school, consumers 
(clients) of its services; 

• students are active study process stakeholders; 

■ students are assessors of obtained service quality 
(by choosing a tertiary school and participating in sur- 
veys and etc.); 

• after completion of a tertiary school they are con- 
sidered to be tertiary school products (outputs). 

What is considered to be tertiary school products 
holds a variety of different definitions."Products are study 
programmes, teachers' plans, work schemes, lectures 
notes, methodical material (posters, handouts, and alike) 
presented by teachers for students theoretical and prac- 
tical classes, course papers. Interaction of students and 
teachers, students' motivation to learn, students' learning, 
students'acquisition of knowledge and professional skills, 
inculcated common human values can be considered as 
products" (Misiunas, 2000, p. 8). 

The Institute of Standards in Great Britain indicates 
that the "product" of an education institution could be the 
enhancement of competence, knowledge, understanding 
or personal development of the student (Guidance, 2007). 

Clients of a higher education institution and consum- 
ers of services are also employers and other organisations 
and persons. 

4 

MODEL OF QUALITY MANAGEMENT SYSTEM 
ATTHE LITHUANIAN MARITIME COLLEGE 

In 2001 an intensive work of quality management sys- 
tem development and implementation according to 
ISO 9001:2000 standard requirements took place in 
the Lithuanian Maritime College. At that period the 
management role was important. "Management must 
demonstrate aptitude for creation, support and analyse 
quality system, envisage possibilities for continual im- 
provement of the system, guarantee necessary resourc- 
es for this aim, encourage the staff to improve services. 
However, "demonstration of an aptitude" is obligatory 
not for representatives of an audit performing organisa- 
tion, but for executives and staff" (Zakabunin, 2001). 

ISO 9000 standard encourages applying a process ap- 
proach in order to create, implement and improve the ef- 
ficiency of the quality management system for better sat- 
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Kolegijos misijai ir 
vizijaiatitinkantys 
tikslai / 

Aims compatible to 
the college mission 
and vision 


Nesusisteminta organizacijos veikla / 
Not systematised organisation's activity 


Organizacijos veikla pagal ISO 9000 / 
Organisation activity according to ISO 9000 


5 pav. Organizacijos (kolegijos) veiklos sisteminimas diegiant ISO 9000 serijos standarti) reikalavimus 
Fig. 5. Systematising of organisational (college) activity by implementing ISO 9000 series standard requirements 



6 pav. Shewharto-Demingo ciklas: P - planuok, D - daryk, T - tikrink, 
V - veik. 

Fig. 6. Shewhart-Deming cycle: P - plan, D - do, C - check, A - act 



7 pav. LJK kokybes vadybos sistemos dokumentacijos skirstymo j lygius 
schema („dokumentacijos piramide") 

Fig. 7. The diagram of division of LMC quality management system 
documentation into levels ("documentation pyramid") 


ir skatinti jq siekti kolegijos misijq ir vizijq atitinkanciq 
tikslq (5 pav.). 

Organizacijoje isskirti procesai turi buti valdomi. 
Procesai gali buti valdomi remiantis zinomu Shewharto- 
Demingo ciklu: planuok - daryk - tikrink - veik (6 pav.). 

Sis ciklas yra jkomponuotas j ISO 9001: 2000 siulo- 
mq kokybes vadybos sistemos model) (3 priedas). Stan- 
darte ciklo elemental apibudinami taip (Lietuvos... ISO 
9001,2001): 

• Planuok - nustatyk tikslus ir procesus, butinus re- 
zultatui pasiekti pagal vartotojo reikalavimus ir organi- 
zacijos politikq. 

• Daryk - jgyvendink procesus. 


isfactionofa consumer of services. (Lithuanian... ISO 9001, 
2001). Thus the establishement of the quality manage- 
ment system at the college was launched by using proc- 
ess analysis technique. It was necessary to determine: 

• processes, their main activities and responsible 
persons; 

• interaction between processes. 

One of the aims of implementing the quality manage- 
ment system within an organisation is to establish its proc- 
esses within a system and encourage it to seek the aims 
compatible to the college mission and vision (Fig. 5). 

Processes designated within an organisation must 
be managed. The processes can be managed by the well- 
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• Tikrink - vykdyk procesq stebesenq, produkto ma- 
tavimus, atsizvelgdamas j politikq, tikslus bei reikalavi- 
mus, keliamus produktui, ir informuok apie rezultatus. 

• Veik - imkis veiksmq procesams nuolat gerinti. 

Diegiant kokybes vadybos sistemq taikomi ir ben- 

drieji kokybes vadybos principal: lyderyste, darbuotojq 
jtraukimas, nuolatinis gerinimas ir pan. 

Kokybes vadybos sistemoje labai svarbus teisingai 
organizuotas ir tiksliai vykdomas dokumentavimas. 

Vyrauja nuomone, kad ISO standartq negalima tai- 
kyti svietimo jstaigose, nes jis gali suvarzyti aukstqjq 
mokyklq veiklos laisv^. Taciau ISO standartuose patei- 
kiami tik minimalus ir principiniai reikalavimai, kuriuos 
organizacija turi jgyvendinti siekdama standarto atitik- 
ties. Pvz., standarte yra rasoma, kad „organizacija turi 
sukurti, jforminti dokumentais, jgyvendinti ir 
priziureti bei nuolat gerinti kokybes vadybos sistemos 
rezultatyvumq pagal sio standarto reikalavimus" (Lie- 
tuvos... ISO 9001, 2001, p. 1 6). Taigi nera konkreciai nu- 
rodoma, kokius dokumentus organizacija turi parengti, 
o tik minima, kokius veiksmus ji turi atlikti. Pagal kitus 
standarto reikalavimus butina aprasyti ir dokumentais 
jforminti sesias proceduras: dokumentq ir jrasq val- 
dymo, vidaus audito, neatitiktinio produkto valdymo, 
koregavimo ir prevenciniq veiksmq. Del visos kitos do- 
kumentacijos rengimo butinybes ir jos kiekio sprendzia 
pati organizacija, kuri„nustato reikiamq dokumentq ap- 
imtj ir laikmenq. Tai priklauso nuo organizacijos tipo ir 
dydzio, procesq sudetingumo ir jq tarpusavio sqveikos, 
produktq sudetingumo, vartotojo reikalavimq, taikytinq 
privalomqjq reikalavimq, personalo sugebejimq ir rei- 
kiamo kokybes vadybos sistemos reikalavimq atitikimo 
jrodymo lygio" (Lietuvos... ISO 9000, 2001, p. 16). 

Svarbiausia, kad dokumentacija atitiktq kriterijus, 
kuriq svarbiausieji yra sie (Svitkin ir kt., 1 997): 

• Dokumentacija turi buti susisteminta, t. y. tarn tik- 
ru budu strukturizuota; 

• Dokumentacijoje turi buti nurodyti tik praktiskai 
jgyvendinami reikalavimai. 

• Dokumentacija turi buti aktuali, t.y. laiku atnauji- 
nama ir koreguojama. 

• Dokumentacija turi buti suprantama visiems jos 
vartotojams - vadovams, specialistams, vykdytojams ir 
auditoriams. 

• Dokumentacija turi buti optimali. 

Kiekvienas kokybes sistemos dokumentas turi buti 
patvirtintas arba pasirasytas jgalioto asmens. 

LJK kokybes vadybos sistemos dokumentacija yra 
skirstoma j lygius (7 pav.) 

Kokybes vadovas yra auksciausias organizacijos ko- 
kybes sistemos dokumentas, kuriame isdestyta organi- 
zacijos kokybes politika ir aprasyta kokybes sistema. 

Procedures (I lygio dokumentai) - tai tarn tikri veiklq 
arba procesqjgyvendinimo budai jforminami dokumen- 


known Shewhart-Deming cycle: plan - do - check- act 
(Fig. 6). 

This cycle is integrated into ISO 9001 : 2000 suggested 
quality management system model (Appendix 3).The cy- 
cle elements are described in the standard in the follow- 
ing way (Lithuanian... ISO 9001, 2001): 

■ Plan - set objectives and processes, necessary to 
achieve results according to the requirements of a con- 
sumer and policy of an organisation. 

• Do - implement processes. 

• Check - implement processes monitoring and 
product and measuring, regarding to the policy, objec- 
tives and requirements raised for a product and inform 
about the results. 

• Act - undertake actions to continually improve 
processes. 

While implementing the quality management system 
general quality management principles are also applied: 
leadership, involvement of staff, continual improvement, 
and etc. 

In quality management system well organised and 
precisely maintained documentation is highly important. 

There is a prevailing opinion that the ISO standards 
cannot be adjusted in education institutions as it may 
limit higher education institutions'freedom of activity. But 
the ISO standards presents only minimal and principle re- 
quirements that should be met while an organisation is 
seeking compliance with the standard. For example, the 
standard states that "an organisation has to establish, 
formalise in documents, implementand supervise 
and continually improve efficiency of quality system ac- 
cording to the standard requirements" (Lithuanian... ISO 
9001, 2001, p. 16). Thus what documents an organisation 
must prepare is not indicated; instead a reference is made 
to actions that an organisation must undertake. Accord- 
ing to the other standard requirements it is necessary to 
describe and document six procedures: administration of 
documents and records, internal audit, management of 
an unconformable product, corrective and preventive ac- 
tions. The organisation itself decides upon the necessity to 
arrange other documentation "determining the necessary 
scope and medium of documents. This depends on the 
type and size of an organisation, complexity of processes 
and their interrelationship, product complexity, consumer 
demands, applicable obligatory requirements, staff com- 
petencies, and up to the mark level of conformity proof to 
the quality management system requirements" (Lithua- 
nian... ISO 9000, 2001, p. 16). 

The most important is conformity of documentation 
to the criteria, the most relevant of them are the following 
(Svitkin etal., 1997): 

• documentation must be systematised, i.e. struc- 
tured in a particular way, precise internal relations among 
quality system elements (standard requirements, proce- 
dures, instructions). 

• documentation must indicate requirements that 
are practically realizable. 
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3 lentele. Lietuvos jureivystes kolegijos kokybes vadybos sistemos I lygio dokumentq matrica 
Table 3. 1 st level document matrix of the quality management system (QMS) at LMC 


PAGRINDINIAI PROCESAI / 
MAIN PROCESSES 

LST EN ISO 9001:2000 STANDARTO PUNKTAI / 
LSTEN ISO 9001:2000 STANDARD ITEM 

KVS 1 LYGIO DOKUMENTIJ K0DAI / 
QMS 1 LEVEL DOCUMENT CODES 

KVS 1 LYGIO DOKUMENTIJ PAVADINIMAI / 
QMSTITLES OF 1ST LEVEL DOCUMENTS 

Planavimas / Planning 

5.4., 8.1., 8.4 

13-01 

Studijq proceso planavimas / Planning of study process 

Naujg studijg projektavimas 7.3. 

/Design of new studies 

13-03 Studijq programos rengimas irtvarkymas / 

Preparation and administration of syllabus 

Istekliq valdymas / 
Management of resources 

6.1. 

13-04 

Mokymo ir mokymosi priemoniq valdymas / 
Management of teaching and learning tools 

6.2. 

13-05 Pedagoginis personalas / Pedagogical staff 

6.1., 7.4. 

13-06 

Pirkimai ir paslaugos / Purchase and services 

Studijg proceso valdymas/ 
Study process management 

7.1., 7.2., 7.3., 7.5.3. 

13-07 

Mokymo ir mokymosi proceso organizavimas / 
Organisation of teaching and learning process 

Procesq gerinimas / 
Improvement of processes 

5.2., 7.2.3. 

13-08 

Rysys su klientais / Relations with clients 

8.2.2. 

1 3-09 Kokybes sistemos vidaus auditas / Internal audit of quality system 

5.6. 

13-10 

Vadovybine analize / Management analysis 

8.5.2. 

13-11 

Vidines neatitiktys ir koregavimo veiksmai / 
internal nonconformity and corrective actions 

8.5.3. 

13-12 

Prevenciniai veiksmai / Preventive actions 

Administravimas / 
Administration 

4.1., 4.2., 5.5. 

13-13 Dokumentacijos valdymas / Documentation administration 

5.5., 8.4. 

13-14 

Kokybes sistemos jrasq valdymas / 
Administration of quality system records 

6.2. 

13-15 

Personalo administravimas / Staff administration 


tais. Proceduros, jforminamos dokumentais, vadinamos 
„dokumentais jformintomis proceduromis". 

Instrukcijos - tai II lygio dokumentai, kuriuose pa- 
teikiami konkretus procedurose numatyti{ atlikti darbq 
(uzduociq) aprasymai. 

Formos - tai jvairus pagalbiniai dokumentai, kurie 
naudojami organizacijos rastvedyboje (protokolai, pra- 
symai, pazymos, ziniarasciai ir pan.). 

Lietuvos jureivystes kolegijoje parengta ir naudoja- 
ma I lygio dokumentg matrica pateikiama 3 lenteleje. 


5 

KOKYBES VADYBOS SISTEMOS BRANDUMO 
ETAPAI 

Pirmiausia organizacija turi nuspr^sti diegti kokybes 
vadybos sistemq. Po to prasideda jos diegimo etapai. 
Esminis tarptautinio ISO 9001 :2000 standarto bruozas 
yra tas, kad jame nera nurodoma, kaip pritaikyti stan- 
darto reikalavimus organizacijoje, o tik rasoma, kokie 
klausimai turi buti sprendziami (kokybes sistemos do- 
kumentavimas, vertinimas, gerinimas ir pan.). Todel 
diegiant kokybes vadybos sistemq pagal mineto stan- 
darto reikalavimus reikia atlikti didelj parengiamqjj 
darbq. Siuo periodu padedant konsultantams dirba 
grupe kurybingq ir kompetentingg organizacijos dar- 
buotojg. Diegimo periodas gali testis nuo puses metg 
iki metg ar ilgiau, priklausomai nuo to, kiek panaudo- 
jama resursg. 


■ documentation must be up-to-date, i.e. timely up- 
dated and corrected. 

• documentation must be understandable to all con- 
sumers - executors, experts, managers and auditors. 

• documentation must be optimal. 

Every quality document must be endorsed and signed 
by an authorised person. 

Documentation of the quality management system at 
the Lithuanian Maritime College (LMC) is divided into levels 
(Fig. 7). 

The quality manual is the key document of an organi- 
sation's quality system which presents organisational qual- 
ity policy and describes the quality system. 

Procedures (thel st level documents) are implementa- 
tion means of various activities and processes formalized in 
documents. Procedures formalized in documents are called 
"documented procedures". 

Instructions are the 2 nd level documents, which 
present specific descriptions of work (tasks) planned to be 
implemented. 

Forms are various ancillary documents used in an or- 
ganisation's written document filing (records, applications, 
notices, register and alike). 

The first level document matrix prepared and used in 
the Lithuanian Maritime College is presented in Table 3. 


Viktoras SENCILA, Ingrida SKIPARIENE 

ISO 9000 SERIJOS KOKYBES VADYBOS STANDARTg IAIKYMAS AUKSTOJO MOKSLO INSTITUCIJOJE: LIETUVOS JOREIVYSTES KOLEGIJA • APPLICATION OF ISO 9000 SERIES QUALITY MANAGEMENT STANDARDS AT A HIGHER EDUCATION INSTITUTION: A CASE OF LITHUANIAN MARITIME COLLEGE 


67 


Po to, kai kokybes vadybos sistema isdiskutuota, 
apibrezta ir dokumentuota, paskirti atsakingi darbuo- 
tojai (kokybes valdytojas, kokybes atstovai, auditorial), 
prasideda jos jgyvendinimo procesas, kurj galima su- 
skirstyti j tokius brandumo etapus: 

• kokybes vadybos sistema jau sukurta ir dokumen- 
tuota, bet dar nepradejusi funkcionuoti; 

• kokybes vadybos sistema yra sukurta ir funkcio- 
nuoja (sio etapo pradzioje sistema paprastai audituoja- 
ma ir sertifikuojama); 

■ kokybes vadybos sistema veikia ir vystosi 
(tobuleja); 

• kokybes veikia darbuotojams tampa naturali ir 
jprasta, vykdoma be prievartos; siame etape galima kal- 
beti apie kokybes kulturq. 

Kartais zmones klaidina save, manydami, kad jiems 
(jq organizacijai) nereikia kokybes sistemos, nes jie jau 
turi kokybes kulturq. Tai netiesa. Kokybes kultura yra 
ugdoma, ji negali buti pasiekta greitai ir be pastangg, 
pirmiausia nejvedus elementarios tvarkos, neuztikrinus 
kokybes ir neismokus jos siekti. 

Kokybes vadybos sistemos diegimo LJK pradzioje 
(2001 m.) buvo susiduriama su darbuotojq psichologi- 
nio pobudzio inercija ir nenoru keisti jprastq, gerai zino- 
mq darbo metodg. 

Po penkerig metg (2006 m.) destytojg ir destancig 
administracijos darbuotojg atliktos apklausos rezulta- 
tai parode pakitusj poziurj j sistemg. Respondentams 
buvo pateiktas klausimg blokas: Ar pritariate teiginiui, 
kad jdiegus Kolegijoje kokybes vadybos sistemg jvyko 


5 

MATURITY STAGES OF QUALITY 
MANAGEMENT SYSTEM 

FirstlSy an organisation must make a decision to imple- 
ment the quality management system. Afterwards im- 
plementation of the stages begins. The essential char- 
acteristic of the international ISO 9001:2000 standard 
is that it does not indicate how to adapt the standard 
requirements to an organisation, but describes what 
questions are to be solved (quality system documenta- 
tion, assessment, improvement, and alike). Therefore, a 
big preliminary work is to be done prior to the imple- 
mentation of a quality management system according 
to the above mentioned standards. During that period 
a group of creative and competent staff members of the 
organisation works with the assistance of consultants. 
The implementation period can last from a half of a year 
to a year or even longer depending on the amount of 
resources being employed. 

Having discussed, defined and documented the qual- 
ity management system, responsible staff members are 
appointed (a quality manager, quality representatives and 
auditors). The implementation process begins that could 
be divided into such maturity stages: 

• a quality management system is established and 
documented but does not function yet; 

■ a quality management system is established and 
functions (at this stage the system usually is audited 
and certified); 

• a quality management system functions and 
develops; 


StudentLj grjztamasis rysys / Students' feed back 


Personalo administravimas / Administration of staff 


Dokumentacijos tvarkymas / 
Administration of documentation 

Studiji| organizavimo vidaus kontrole / 
Organisation of study internal control 

Mokymo / mokymosi proceso organizavimas / 
Organisation of teaching / learning process 

Aprupinimas mokymo/ mokymosi priemonemis ir jg 
prieziura / Provision t of teaching / learning means 

Darbo planavimas ir apskaita / 
Planning of work and accounting 



50 % 60 % 70 % 


90 % 100 % 


8 pav. Kolegijos darbuotojg poziuris j kokybes vadybos sistemos jdiegimo poveikj pagrindiniams procesams (atsakymi) procentine israiska) 
Fig. 8. The college staff attitude towards the impact of the quality management system on main processes (responses in percent) 
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teigiamq pokyciq pagrindiniuose procesuose. Viduti- 
niskai 85 proc. apklaustqjq mano, kad jdiegus kokybes 
vadybos sistemq jvyko teigiamq pokyciq pagrindiniuo- 
se procesuose (8 pav.). 

Tolimesnis LJK Kokybes vadybos sistemos tobulini- 
mas gali vykti tokiomis pagrindinemis kryptymis: 

■ sistemos dokumentacijos optimizavimas, mazi- 
nant jos kiekj,„isgryninant" dokumentq turinj, diegiant 
kompiuterinj dokumentavimq; 

• personalo (kokybes atstovq, auditoriq) kompe- 
tentingumo didinimas; 

• kokybes vadybos ir institucijos vadybos sistemq 
integravimas, mazinant dubliuojamq organizaciniq 
renginig ir elementg kiekj, juos sujungiant. 

Paskutinioji tobulinimo priemone padeda jprastu 
budu taupyti laikq ir isteklius, ir panaudojus sinergi- 
nj jungiamg veiksmg efektq jgyvendinti sukj„sistema 
del organizacijos" vietoj sukio „sistema del sistemos". 
Pavyzdziui: 

• metine direktoriaus ataskaita (institucijos vady- 
bos dalis) sujungiama su metine ataskaita kokybes 
susirinkime (kokybes vadybos dalis); tad rengiama tik 
viena ataskaita, jai pritaikoma savianalizes struktura, 
panaudojamas SSGG (stiprybes; silpnybes; galimybes; 
gresmes) analizes metodas ir kt.; 

• kokybes auditorig ir vidaus auditorig funkcijg pra- 
pletimas (ypac svarbu jstaigoms, kurios nepriskiriamos 
stambioms) ir pan. 

Kokybes vadybos sistemai sustabareti taip pat 
neleidzia ir isores auditoriai, atliekantys prieziuros au- 
ditus, kurig metu daromos isvados apie sistemq, o vi- 
zitg daznumas priklauso nuo to, ar sekmingai sistema 
funkcionuoja. Jeigu sistema atitinka standarto reika- 
lavimus, organizacija ir toliau vartoja savo oficialiuose 
dokumentuose tai patvirtinantj sertifikavimo agentu- 
ros zenklq (9 pav.). 
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9 pav. Lloyd's Register Quality Assurance atitikties zeklas, vartojamas LJK 
oficialiuose dokumentuose 


ISVADOS 

1 . Vienas is budg, padedantis siekti aukstojo mokslo ko- 
kybes, yra ISO 9000 serijos standartg diegimas auksto- 
joje mokykloje. Svarbiausias sig standartg diegimo tiks- 
las - rekomenduoti organizacijai, kaip turi buti sukurta 
rezultatyvi kokybes vadybos sistema, kuri funkcionuo- 


• quality activity becomes matter-of-course and 
common for the staff, is implemented naturally, with- 
out encouraging; at this stage quality culture may be 
discussed. 

Sometimes people are misleading themselves in 
thinking that they (organisation) do not need a quality 
system as they possess a certain quality culture already. 
That is not true. Quality culture is developed, it cannot 
be achieved quickly, without any efforts, without intro- 
ducing elementary order, ensuring it and learning how 
to seek it. 

At the beginning of implementation of the quality 
management system at LMC in 2001 inertia of psycho- 
logical character among the staff was observed, their 
unwillingness to change the usual, well-known working 
methods. 

In five years time (2006) survey results of the teaching 
staff and administrative staff evidenced the change of at- 
titude towards the system. The respondents were given a 
bloc of questions: Do you support the statement that after 
having introduced the quality management system there 
were positive changes in the main processes? On the av- 
erage 85 percent of the respondents think that there have 
been positive changes within the main processes (Fig. 8). 

Further improvement of LMC quality management 
system can process in the following main directions: 

• optimisation of the system documentation by re- 
ducing its amount, "clarifying the content of documents, 
and launching computerised documentation; 

• development of the staff (quality representatives, 
auditors) competence; 

• integration of quality management and institu- 
tional management systems by reducing the number of 
events and elements by joining them. 

The latter mean of improvement helps save time and 
resources in the usual way and implements the slogan "a 
system for an organisation" instead of "a system for a sys- 
tem"by using a synergetic effect of the connective actions. 
For example: 

• the annual director's report (part of the institution 
management) is coupled with an annual report in the 
quality meeting (part of the quality management); hence 
one report is prepared; its adjusted to the self-analysis 
structure applying SWOT analysis technique (strengths, 
weaknesses, opportunities, threats) and others. 

• expansion of functions of quality auditors and in- 
ternal auditors by granting the powers of internal audit 
to the quality audit (especially important for establish- 
ments which are not large) and alike. 

The quality management system is not allowed to 
stagnate as supervision audits are carried out by exter- 
nal auditors during which conclusions about the system 
are drawn, and frequency of visits depends on whether 
the system functions successfully. If the system meets 
the standard requirements an organisation continues to 
use the certifying agency sign on its official documents 
(Fig. 9). 
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dama skatintq organizacijq nuolat tobuleti. Principiniai 
naujos versijos ISO 9001:2000 standartg ypatumai yra: 
procesinio poziurio taikymas, kliento poreikiq nustaty- 
mas ir jq patenkinimo klausimai; vadovybes atsakomy- 
be; nustatomi reikalavimai kliento pasitenkinimui ma- 
tuoti ir reikalavimai del resursq valdymo. ISO standartg 
reikalavimai yra gana gerai isdestyti ir formalizuoti, 
suformuotas ISO kokybes sistemas akredituojanciq ir 
sertifikuojanciq organizacijq tinklas. Jdiegus ISO koky- 
bes vadybos sistemq, aukstoji mokykla jgyja efektyvq 
savo veiklos kokybes vadybos jrankj, kuris suprantamas 
tiek tikrinancioms organizacijoms, tiek salies ir uzsienio 
partneriams. 

2. Kokybes vadyba pagal ISO 9001:2000 standartg 
apima sias keturias dalis: kokybes planavimg - kokybes 
vadybos dalj, nukreiptg kokybes tikslams nustatyti ir 
reikiamiems veiklos procesams bei su jais susijusiems 
istekliams apibrezti; kokybes valdymg (kontrol§) - ko- 
kybes vadybos dalj, sutelktg kokybes reikalavimams 
jvykdyti; kokybes uztikrinimg - kokybes vadybos dalj, 
sutelktg pasitikejimui, kad bus jvykdyti kokybes reika- 
lavimai suteikti (siuo atveju vertinamas veiklos rezul- 
tatyvumas); kokybes gerinimg - kokybes vadybos dalj, 
sutelktg didinti sugebejimg jvykdyti kokybes reikala- 
vimus (siuo atveju vertinami veiklos rezultatyvumas 
ir efektyvumas). ISO standarto pateikta keturiq daliq 
kokybes vadybos struktura visiskai atitinka universalq 
Shewharto-Demingo procesq valdymo ciklq: planuok - 
daryk- tikrink- veik. 

3. Kokybes uztikrinimo sqvokos traktavimas ISO 
standarte skiriasi nuo kokybes uztikrinimo sqvokos, 
placiai vartojamos aukstojo mokslo srityje, kur kokybes 
uztikrinimas suvokiamas kaip bendras kokybes veiklos 
tikslas (uztikrinti kokyb^) arba kokybes siekimo prie- 
moniq visuma. Pagal ISO standartg principus kokybes 
uztikrinimas priklauso kokybes vadybai kaip viena is 
jos dalig, daugiau skirta veiklos rezultatams matuoti ir 
rezultatyvumui vertinti. Skirtingas kokybes uztikrinimo 
sqvokos traktavimas atspindi skirtingq poziurj j kokybes 
vadybos objektq. 

Tuo tarpu ISO standartg aprasytose kokybes vady- 
bos sistemose taikomas procesinis poziuris. Sios siste- 
mos yra daugiau orientuotos j procesg vadybq bei pro- 
cesg procedurinj atitikmenj. Isorinio vertinimo metu 
auditorial jvertina kokybes vadybos sistemos atitikimq 
standarto keliamiems ir organizacijos nusistatytiems 
reikalavimams, jos rezultatyvumg ir efektyvumg. 

4. Kokybes vadybos sistemos diegimas aukstojoje 
mokykloje nera trumpalaikis procesas. Gali buti isskirti 
tokie organizacijos kokybes vadybos sistemos brandu- 
mo etapai: 

• kokybes vadybos sistemos kurimas, ji aptariama ir 
dokumentuojama, skiriami atsakingi darbuotojai (koky- 
bes valdytojas, kokybes atstovai, auditorial); 
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Fig. 9. Lloyd's Register Quality Assurance conformity sign used on official 
LMC documents 


CONCLUSIONS 

1. Implementation of ISO 9000 series standards is one 
of the ways to seek quality in higher education. The key 
objective of the standards is to give recommendations to 
an organisation how to create an efficient quality man- 
agement system which would encourage an organisa- 
tion for continual growth. Essential peculiarities of the 
new version of ISO 9001:2000 standards are: application 
of the process approach, determining consumer needs 
and questions of their satisfaction; responsibility of ex- 
ecutives, requirements for measuring clients' satisfaction 
and requirements for management of resources are speci- 
fied. ISO standards requirements are rather well defined 
and formalised, a network of organisations accrediting 
and certifying ISO quality systems is established. Having 
implemented ISO quality management system a higher 
education institution acquires effective tool for its activity 
quality management, which is understandable to both in- 
spection organisations and national and foreign partners. 

2. The quality management according to ISO 9001 :2000 
standard covers these four parts: quality planning - a part of 
quality management directed towards determining quality 
objectives and defining needed activity processes and relat- 
ed resources; quality control - a part of quality management 
focused on fulfilling quality requirements; quality assur- 
ance - a part of quality management focused on providing 
confidence that the quality requirements will be fulfilled (in 
this case efficiency of activity is assessed); quality improve- 
ment - a part of quality management focused on increase 
in capacity to accomplish the quality requirements (in this 
case the quality efficiency and effectiveness is assessed). 
The four-part quality management structure presented 
by ISO standard completely corresponds to the universal 
Shewhart-Deming process management cycle: plan - do - 
check -act. 

3. The approach to the concept of quality manage- 
ment in ISO standard differs from the quality assurance 
concept that is widely used in the area of higher educa- 
tion where quality assurance is interpreted as a general 
objective of quality activity (ensure quality) or a set of 
quality seeking means. According to ISO standard prin- 
ciples quality assurance belongs to quality management 
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• kokybes vadybos sistema jau sukurta ir dokumen- 
tuota, bet dar nepradejo funkcionuoti; 

• kokybes vadybos sistema yra sukurta ir funkcio- 
nuoja (sio etapo pradzioje sistema paprastai audituoja- 
ma ir sertifikuojama); 

• kokybes vadybos sistema veikia ir vystosi (tobu- 
leja); 

■ kokybes veikia tampa darbuotojams naturali ir 
jprasta, vykdoma be prievartos; siuo etapu tikslinga kal- 
beti apie kokybes kulturq. 
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as a constituent part of it which is dedicated to measure 
activity results and assess efficiency. Different approach to 
the concept of quality assurance reflects different view- 
point to the object of quality management. 

At the meantime in modern quality management sys- 
tems (for example ISO standards described quality man- 
agement systems) organisations apply process approach. 
These systems are more focused on process management 
and process compliance based systems. During external 
assessment auditors evaluate quality management system 
compliance to the requirements raised by the standard and 
set by an organisation, its effectiveness and efficiency. 

4. Implementation of the quality management sys- 
tem is not a short-term process. Such maturity stages 
of an organisation quality management system may be 
distinguished: 

• establishment of a quality management system is 
discussed and documented, responsible staff members 
are appointed (quality manager, quality representatives, 
auditors); 

• a quality management system is established and 
documented, but has not started functioning yet; 

• a quality management system is established and 
functions (at this stage the system usually is audited and 
certified); 

• a quality management system functions and 
develops; 

• quality activity becomes matter-of-course and 
common for the staff, is implemented naturally, with- 
out encouraging; at this stage quality culture may be 
discussed. 
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1 priedas. SUPAPRASTINTAS GAMYKLOS MODELIS (SHUTLER, CRAWFORD, 1 998) 
Appendix 1. SIMPLIFIED FACTORY MODEL (SHUTLER, CRAWFORD, 1 998) 



2 priedas. SUPAPRASTINTAS UNIVERSITETO (AUKSTOSIOS MOKYKLOS) MODELIS (SHUTLER, CRAWFORD, 1 998) 
Appendix 2. SIMPLIFIED UNIVERSITY (INSTITUTION OF HIGHER EDUCATION) MODEL (SHUTLER, CRAWFORD, 1998) 
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3 priedas. PROCESAIS PAGR|STAS KOKYBES VADYBOS SISTEMOS MODELIS (LIETUVOS 2001) 
Appendix 3. PROCESS-BASED QUALITY MANAGEMENT SYSTEM MODEL (LITHUANIAN 2001 ) 


Kokybes vadybos sistemos nuolatinis gerinimas / 
Continual improvement of quality management system 



Vartotojai / Consumers 


Pa(si)tenkinimas/ 
(Self )- satisfaction 


